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ABSTRACT 
The TransJakarta, a new type of urban public transportation service was introduced to the public of  
Jakarta for the fist time in the mid of January 2004 with the main objective to ease the traffic congestion 
problem at the Indonesian capital.  The response of the public is mixed.   This paper presents the 
measurement of customer satisfaction of the service provided by  the TransJakarta public transportation 
in term of expected and perceived quality. Understanding the  customers’ service expectations and how 
well those expectations are being met are the main objective of this research. The service quality is 
evaluated using the service quality (SERVQUAL) method as introduced by Parasuraman, Zeithaml and 
Berry.  The evaluation of  service quality considers  five  service quality  dimension comprising of 
tangibles, reliability, responsiveness, assurance and empathy. The dimension tangibles associates to the 
appearance of physical facilities, equipment, personnel, and communication materials. The ability  to 
perform the promised service dependably and accurately is referred to as reliability dimension.  
Responsiveness dimension refers to the  willingness to help customers and provide prompt service. The 
dimension assurance refers to the  knowledge and courtesy of employees and their ability to inspire trust 
and confidence.  Finally empathy can be defined as  individualized attention the enterprise provides its 
customers.The research is carried out through a survey of  the TransJakarta passengers.  The respondents 
are taken from TransJakarta passengers corridor 1 Blok M – Kota using random sampling.  Findings of 
this research reveals that there are gaps between   what  do the bus passengers expect  and perceive for 
this new service,  confirming  that some of the customer expectation have  not yet  been met,  and 
therefore, some actions are needed to improve  service quality by  providing   better facilities and training 
to service personnel.   
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INTRODUCTION 
 
TransJakarta –Busway, a relatively new type 
of Bus Rapid Transit (BRT) was introduced  
to the public of Jakarta for the fist time on 
January 15, 2004 with two weeks free of 
charge trial operation. The commercial 
operation was started on 1st February 2004.  
TransJakarta was built with the objective to 
ease the traffic congestion problem at the 
Indonesian capital by providing the citizen of 
Jakarta with a fast, comfortable, affordable, 
mass transportation system. To  realize  those 
objectives the buses were given dedicated 
shelters and one fully bus lane (Busway) with 
separator blocks on the streets which became 
part of their route which are restricted for 
other public as well as private vehicles. 
Through improvements of  infrastructure, 
vehicles and scheduling, a BRT system could 
provide better, higher quality service than an 
ordinary bus taking advantage the dedicated 
bus lanes  which operate separate from all 
other traffic modes that allow buses to 
operate at a high level of reliability and more 
time efficient (Wikipedia, 2007).. 
The main target of TransJakarta 
passengers come from different backgrounds, 
from lower to upper middle classes such as  
executives, employees, peddlers, housewives 
and schoolchildren. The normal daily 
operating hours of TransJakarta from 05:00 – 
22:00. The shelters are also different from 
ordinary bus stops, typically located in the 
center of the road and equipped with ticket 
sales point that can be reached by elevated 
bridges.  The shelter’s doors will open 
automatically whenever a bus arrived.  To be 
able to enters the shelter, after buying a 
single trip ticket, the passenger need to enter 
the ticket into the slot available on one of the 
ticket barrier to let the passenger through.  
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The capacity of each bus is 85 passengers, 
comprise of  30 cushioned seated and 55 standing 
passengers. Theoretically,  the capacity 
TransJakarta corridor I Blok M – Kota running on 
5 minutes headways on a single route basis  could 
carry  10 200 passengers per hour per lane. 
However, this capacity is often exceeded by the 
overcrowded passengers during the rush hours 
due to the surge of passengers, and thus reduce 
the comfort of the passengers.  Therefore, during 
rush hours, people from upper middle classes 
usually prefer to use private cars or taxis to avoid 
inconvenience in the overcrowded TransJakarta 
buses although it means they have to bear the 
traffic jam in the regular lanes. This is 
contradictive with one of the initial objective of 
TransJakarta, which is to reduce traffic jam 
during rush hours by persuading private car 
owners to use comfortable public transport and  
clearly  raise the issues addressing the service 
quality being delivered. 
The seats orientation for all buses is 
facing the aisle of the bus, that enable to optimize 
passengers' movement during rush hours. Each 
bus is equipped with electronic board and speaker 
which will announce the name of shelters in both 
Indonesian and English. Each bus is also 
equipped with bi-directional radio transceiver to 
allows the driver to give and get updated 
information regarding traffic situation. As an 
additional service especially for waiting 
passengers, free internal bulletins “Trans Kota' 
are occasionally available at selected shelters 
containing information about TransJakarta news, 
events,  various tips and tricks.  
Until now there is only a single 
subsidized fare  of  Rp. 3,500,  that clearly 
cheaper than the ordinary bus for the same route.  
Passenger who change direction or moved to 
another corridor will not need to pay again as long 
as they do not exit the shelter. The current fare 
caused an unfair competition with existing public 
transports, which up until now, still needed to 
support the operation of TransJakarta as feeder. In  
the long run, as the number of passenger increase, 
the subsidy needed has become higher and could 
cause a serious financial burden for provincial 
government of Jakarta.  
The business organization operating in 
the service sector such as TransJakarta is under 
increasing pressure to improve their service 
performance continuously and assure that their 
services are met with customer expectation. Due 
to resources constraints, it is very crucial that 
customer expectations are properly understood 
and measured,  and  therefore,  any gaps in 
service quality should identified and narrowed. 
This information is very useful for the 
management to make decision to narrow the 
service quality gaps including  to make priority 
regarding the required actions for improvement. 
Until recently there has been no general 
agreement on the measurement of the service 
quality concept,  but the use the Service Quality 
(SERVQUAL) methodology developed by 
Parasuraman et al. (1985) is the most 
recommended by researchers.  The SERVQUAL 
method  makes possible to measure the actual or 
perceived service quality and the customer 
expectations and perceptions of the service 
delivered as well.   
The objective of the  research  is to 
measure the level of service quality  provided by  
TransJakarta corridor I Blok M - Kota, by 
identifying the gaps between expected and 
perceived service quality experienced by the bus 
passengers.    Based on the results of the research, 
the level of service quality  associated with each 
quality dimension can be identified, and therefore, 
the appropriate actions  including the 
prioritization required for improving the service 
performance could be recommended.  
This paper is organized as follows: 
section one  outlines a brief summary of the 
background of the study. Section two provides a 
review of the theoretical background of the 
research, mainly focus on the service quality 
concept and the problem of measuring of service 
quality including the role of SERVQUAL in 
identifying the service quality gaps between 
customer expectations and perceptions regarding 
the service offered. The SERVQUAL 
methodology as an analytical approach for 
evaluating the gaps between customers' 
expectations and perceptions of the service 
quality will be presented in the section three.  The 
findings of the research and the discussion will be 
presented in section four. The conclusion of the 
study is described in the section five.  
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THEORETICAL BACKGROUND 
 
The quality of Service 
 
Until recently there is no single consensus 
regarding the definition of  service quality 
concept that has attracted considerable interest 
and left debate of researchers due to the 
difficulties in both defining and measuring it. 
There are different definitions of service quality, 
but the most commonly used definition  of 
service quality  is the level or the extent to which 
a service meets customers’ needs or expectations. 
Parasuraman et al., (1985) extended the definition 
that service quality is the difference between 
customer expectations of service and perceived 
service. Therefore,  customer dissatisfaction or 
gaps occurs if the customer expectations 
regarding the service quality are greater than the 
perceived performance.  
Quality service delivered by  a public 
sector  business/organization has been identified 
as critical strategic factor that  results on 
customer satisfaction, affects loyalty and the long 
term business success and sustainability.  Due to 
the dynamic change of costumer’s expectation 
and internally initiative to improve quality of 
services provided to the customers, there is 
pressure to improve customer service 
continuously. It is recognized that public sector 
organizations face more difficulties than those in 
the private sector in their efforts to improve 
customer service, due to the fact that  customer’s 
satisfaction with individual service encounters, 
affects the customer’s satisfaction with the 
overall service experience. 
 
SERVQUAL Model 
 
The SERVQUAL approach to the measurement 
of service quality has attracted considerable 
attention from researchers since its introduction 
by Parasuraman et al. in 1985.  The SERVQUAL 
model based on two principles in which the 
service quality can be divided into dimensions, 
and measured as a difference of expectations and 
perceptions. The approach begins with the 
assumption that the level of service quality 
experienced by customers is critically determined 
through a gap analysis between customer's 
expectations for excellence and their perceptions 
of actual service delivered. The instruments for 
analysis comprises of five service dimensions  
and 22 items of service quality that have been 
consistently ranked by customers to be most 
important for service quality, regardless of 
service industry (Parasuraman et.al., 1991).  The 
description of five dimension and items of each 
service quality dimension are presented in Table 
2.  
 
    Table 2. The dimensions of service quality 
No. Service 
Dimension 
Items 
1. Tangibles (4 
items) 
Appearance of physical facilities, 
modern equipment; Employees who 
have a neat, professional appearance; 
Visually appealing materials 
associated with the service; 
Convenient business hours 
2. Reliability (5 
items) 
Ability to perform the promised 
service dependably and accurately. 
providing services as promised; 
Dependability in handling customers' 
service problems; Performing services 
right the first time; Providing services 
at the promised time; Keeping 
customers informed about when 
services will be performed 
3. Responsiven
ess (4 items) 
Willingness to help customers and 
provide prompt service and Readiness 
to respond to customers' requests 
4. Assurance(4 
items) 
Knowledge and courtesy of 
employees and their ability to inspire 
trust and confidence. Employees who 
instill confidence in customers 
Making customers feel safe in their 
transactions Employees who are 
consistently courteous Employees 
who have the knowledge to answer 
customer questions 
5. Empathy (5 
items) 
Caring, individualized attention the 
firm provides its customers. Giving 
customers individual attention 
Employees who deal with customers 
in a caring fashion Having the 
customer's best interest at heart 
Employees who understand the needs 
of their customers 
    Source: Parasuraman et.al.(1991)  
 
SERVQUAL is widely used within 
service organization to understand the perceptions 
of target customers regarding their service needs 
and to provide a measurement of the service 
quality delivered by the organization. It enables a 
comprehensive and thorough examination and 
takes into account the perceptions of customers of 
the relative importance of service attributes that 
allows an organization to prioritize action and use 
of its resources to improve the most critical 
service attributes. The measured gap between 
expectations and perceptions can be used to help 
business organization to improve their service 
quality. Measurement allows for comparison 
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before and after changes, for service quality 
related problems and for the establishment of 
clear standards for service delivery. It also 
provides detailed information about customer 
perceptions of service, performance levels as 
perceived by customers, customer comments and 
suggestions and impressions from employees 
with respect to customer expectations and 
satisfaction level. 
However, there was still doubt about the 
validity of the five dimensions including its 
general applicability for all service sectors. The 
potential drawback is that the use of difference 
scores in calculating SERVQUAL contributes to 
problems with the reliability and validity 
involved in the measurement due to the quality of 
information collected (Shahin, 2007).   
 
 
 
 
Figure 1. Model of service quality gaps (Parasuraman et al., 1985) 
 
There are seven major gaps in the service 
quality concept, which are presented  in Picture 1.  
The model is an extension of Parasuraman et al. 
(1985).  Gap 1 indicates the customers’ 
expectations versus management perceptions. 
Gap 2 measures  management perceptions versus 
service specifications.  Gap 3 is the difference 
between service specifications versus service 
delivery.  The disconfirmation between  service 
delivery versus external communication is known 
as gap 4.  The discrepancy between customer 
expectations and their perceptions of the service 
delivered is measured as gap 5.  The difference 
between customer expectations and employees’ 
perceptions is identified as gap 6.  Finally, gap 7 
measure the disconfirmation between employee’s 
perceptions and management perceptions.   
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RESEARCH METHOD 
 
Through a preliminary research, the valid and 
reliable statements of questionnaire are  
developed.  The research instruments comprise of  
26 statements or items as the result of the 
customization of five dimensions of service 
quality that have been tested for their reliability 
and validity. The questionnaire  used have two 
columns format, comprising of  the statements  
about  the expected and perceived service quality. 
The information is collected through a survey of  
involved 300 respondents of TransJakarta 
passengers chosen randomly. A Likert scale with 
the value of 1 to 4 is used to measure the both 
expected and perceived service quality.    
The analysis of the obtained data 
comprise of the gap identification according to 
Parasuraman (1985, 1988, 1991 ) as the difference 
between the score of perceived and expected 
service quality.  The analysis focuses on service 
quality gap scores between expectations and 
perceptions in terms of item by item analysis, 
dimension by dimension analysis and then the 
single measure of the quality of the delivered 
services, the Measure of Service Superiority 
(MSS) as the aggregated value of all dimensions.     
In addition,  an suitability index referring to the 
ratio between perceived and expected quality is 
calculated. The mean scores resulted from the 
analysis are then mapped into a Cartesius diagram. 
The mapping will result on four different 
quadrants that can be used as basis for suitable 
action further  improvement when required.  
 
RESULTS AND DISCUSSION 
 
The results of gap analysis clearly reveal that 
none of the customer expectation regarding the 
level of service quality are fully met.  The 
measure of service superiority (MMS) confirms 
that there are gaps in the range of between -0.25  
(readiness for providing help) and -1.06 
(availability of bus fleets) with the mean of -0.57  
 
Table 1. Summary of the results 
 
No.  Service dimension 
and attributes 
 (Y)   (X ) Gap  Q 
1.  Queing time for 
ticket  
3,35  2,92  -0,43  B  
2.  Waiting time for bus 3,33  2,56  -0,77  A  
3.  On time departure  3,32  2,53  -0,79  A  
4.  On time arrival at the 
next stop  
3,31  2,55  -0,76  A  
Table 1. Summary of the results (Continue) 
No. Service dimension 
and attributes 
 (Y)   (X ) Gap  Q 
5.  Bus capacity 3,25  2,41  -0,84  C  
6.  Physical condition of 
the bus 
3,34  2,72  -0,62  B  
7.  Service personnel 
provide good 
services 
3,19  2,79  -0,40 D  
8.  Bus drivers drive 
smoothly 
3,19  2,67  -0,52  C  
9. Bus passenger are 
good informed about 
safety  
3,21  2,75  -0,46  D  
10.  Service personnel 
warn undiscipline 
passenger  
3,21  2,95  -0,26  D  
11.  Service personnel 
answer and hear 
complaints  
3,32  2,81  -0,51  B  
12.  Readiness to help 
passenger  
3,42  2,87  -0,55  B  
13.  Cleanliness  3,20 2,83  -0,37  D  
14.  Comfort shelter 3,34  2,75  -0,59  B  
15. Bus driver provided 
safe environment 
3,40 2,74 -0,76 A 
16. Security on bus is 
good 
3,40 2.90 -0.50 B 
17. Honest service 
personnel 
3,29 2,81 -0.48 B 
18. Availability of media 
of suggestion and 
complaint  
3,17 2,60 -0.57 B 
19. Friendly service 
personnel 
3,24 2,71 -0,53 D 
20. Service personnel 
ready to listen and 
answer the question 
of customer 
3,27 2,96 -0,31 B 
21. Readiness to help 
customer 
3,08 2,83 -0.25 D 
22. Information 
availability 
3,17 2,59 -0,69 C 
23. Bus AC functions  
well 
3,28 2,45 -0,83 A 
24. Availability of thrash 
bin on  board and at 
shelter 
3,22 2,73 -0,49 D 
25. Good uniformed 
service personnel 
3,21 2,53 -0,68 C 
26. Availability of bus 
fleets 
3,00 1,94 -1,06 A 
Total  3,26 2,69 -0,57  
Y: mean score of expected service quality ; Y: 
mean score of perceived  service quality (Adapted 
from Kartikasari, 2006) Sources: Kartikasari, 
2006. 
For all 26 items associated with service 
attributes.  Based on service dimensions, the 
widest gap can be found for tangibles dimension 
(-0.73)  while responsiveness and empathy have 
the narrowest gap with the value of -0,43.  The 
results of the gap analysis is summarized in Table 
1.  
The results of gap analysis as summarized 
in the Table 1 indicate that TransJakarta should 
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take actions to improve their service quality to 
meet the passenger’s expectation.  Six out of 26 
items associated to the service attributes belong to 
quadrant A, meaning that the delivered services 
are less satisfying and unfortunately considered 
have high importance from the point of view of 
bus passengers.  The items belong to quadrant A 
comprise of  statements related to the waiting 
time for bus fleets, on time departure, on time 
arrival, the capability the bus driver provides safe 
environment, bus AC is not functioned well  and 
the availability of bus fleets. Accordingly, special 
attention should be paid to resolve these problems 
by providing highest priority for further 
improvement. The improvement of the service 
quality for these items could be started by 
providing more bus fleets that makes possible to 
schedule buses more frequently.  With the more 
frequent bus headways, the waiting time for bus 
services could be reduced and thus will result on 
both on time departure from and arrival at the bus 
shelter. The safe environment provided  by bus 
drivers  could be improved through training 
related  both to technical  and soft skill capability. 
Transjakarta should also maintain the bus fleets 
regularly to ensure that technical problems such 
as not well functioned AC could be reduced or 
even avoided.        
The   Quadrant B covers of all items in 
which their performance should be maintained at 
the existing level, at least for the time being. Eight 
out of  26 items associated with service attributes 
belong this quadrant, comprise of queuing time 
for ticket, physical condition of the bus, service 
personnel hear and answer complaint, readiness to 
help passengers,  security on board, honest service 
personnel and the readiness of service personnel 
to provide information asked by the passengers. It 
should be noted however, that in the future, these 
items of service attributes may shift into another 
quadrant due to the changes both of passenger 
expectation and their importance as well.  
Five service attributes have low priority 
for improvement due to low importance from the 
point of view of bus passengers.  These items 
comprise of  bus capacity, the capability of bus 
driver, availability of media for suggestion and 
complaint, the availability of information related 
to services and good uniformed service personnel 
are placed at quadrant C. Seven items of service 
attributes are considered to be excessively 
delivered as dispersed into quadrant D.  These 
items comprise of statement such as the services 
personnel provide good services,  bus passengers 
are good informed about safety,  service 
personnel warn undiscipline passengers, 
cleanliness, friendly service personnel, readiness 
to help passengers and the availability of thrash 
bin on board and at shelter. 
The overall service quality level or 
satisfaction index measuring  the ratio  between 
perceived service quality experienced by the bus 
passengers and the  expected service quality is 
relatively good (82,36%).The aggregated results 
based on five service dimensions can be 
summarized as follows: empathy  has the highest 
service quality level of 86,69%, followed by  
responsiveness   (86,61%), assurance (83,44%), 
reliability (78,77%) and tangibles with the lowest 
suitability index of 63,69%. In general,  for 
service sector, the level of service quality above 
80 % is considered  as the minimum value for 
good quality services, indicating  that the most of 
customer expectation has been met.  
 
Table 2. Serqual scores by Service Dimension 
Dimension  X Y Gap  Suitabi-
lity (%) 
Reliability  3,32 2,62 -0,70 78,77  
Responsiveness 3,22 2,79 -0,43 86,61  
Assurance 3,35 2,80 -0,55 83,44  
Empathy   3,21 2,78 -0,43 86,69  
Tangibles 3,18 2,45 -0,73 63,69  
Mean  3,26 2,69 -0,57 82,36  
Y: mean score of expected service quality ; Y: 
mean score of perceived  service quality  
(Adapted from Kartikasari, 2006). 
The results of the current study provides 
valuable information about the performance of  
level of  the delivered service quality.  that can be 
used as basis for further improvement in the 
future. measurement of service quality gaps can 
provide information that is very useful in quality 
management, in which  makes possible  the 
service organizations to monitor and maintain the 
quality service delivered and makes possible to 
allocate the available resources efficiently and 
effectively for better service quality to its 
customers.  As shown on Table 2, the high value 
of  service gap  could be found  for tangibles and 
reliability dimension, The management 
TransJakarta should concern and take actions  to 
improve the quality of services  associated with 
those dimensions, in which the bus passengers  
expects most from the tangibles and reliability 
dimension of the catering services.  The problem 
faced by the management is how to meet or even 
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exceed the customer’s expectations by closing 
gaps resulted  from the differences between 
customer’s expectation and perception regarding 
the service quality. Accordingly, the decision 
regarding the service delivery and  improvement 
can become more logical and integrated with 
respect to the prioritized service quality 
dimensions and their affections on narrowing the  
service quality gaps.   
Theoretically,  TransJakarta as a type of 
BRT network system with comprehensive 
coverage can serve passengers from all income 
ranges by moving people from their current 
location to their destination with high frequency 
and reliability while maintaining a high level of 
customer satisfaction.  The results indicated 
however, until recently the initial objectives  of 
providing this type of BRT service are not yet 
realized. If TransJakarta  could not provide better 
service than other transportation modes such as 
taxi or private car,  the network will not be able to 
reduce the transportation problem in the capital.  
The current TransJakarta service is 
inadequate to provide satisfactory public 
transportation  as shown by existence of gap 
between the passenger’s expectation and 
perception.  The situation is worsened  by 
overcrowded buses especially during the rush 
hour. Increasing the bus fleets can be seen as one 
of realistic solution, due to it makes possible to 
schedule more frequent  headway that 
automatically increase the capability in 
transporting passengers and thus will reduce the 
congestion.   
It should be noted however, that without 
adequate information on both the quality of 
services expected and perceptions of services 
received then feedback from customer surveys 
can be highly misleading from both a policy and 
an operational perspectives.  
 
CONCLUSION 
 
The research’s findings confirm that there are 
gaps between the expected and perceived service.  
The aggregated service quality gap is indicated by 
score of Servqual value of -0.57. This value 
confirms that there are gaps between perceived 
and expected quality exist.  With the reference to 
service quality dimension, the servqual value are -
0.73 for tangibles, -0.7 for reliability, -0.55 for 
assurance, -0.43 for better service quality is 
needed to meet the customer expectation. In terms 
of the satisfaction level, the mean of  overall 
service quality satisfaction level was  82.36 % 
indicating that that the perceived service 
satisfaction level is still below their expectation. 
The value of perceived service quality level 
associated with each service quality dimension  
are following: empathy (86.68),  responsiveness 
(86.61%), assurance (83.44%), reliability  
(78,77%) and tangibles (63,69%).  For the future, 
it is recommended  that TransJakarta implements 
programs aiming at improving customer 
satisfaction.  The improvement of the service 
quality could be started by providing more bus 
fleets that makes possible to schedule buses more 
frequently and thus reduce the waiting time for 
bus services and results on on time  departure and 
arrival at the next shelter as scheduled.   
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